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Appendix 



Chapter-I: Indian Banking Sector. 

This chapter deals with the history and development of Indian Banking Sector 
Chapter-ll: Customer Relationship Management (Banking) 

This chapter deals with the need of CRM in banking 

Chapter-Ill: Research Methodology & Design. 

This chapter throws light on the research methodology of the study and also 
briefs about the objectives and scope of the study. 

Chapter-IV: Analysis & Interpretation of Data. 

This chapter deals with data analysis and interpretation. 

Chapter-V: Findings & Conclusions. 

This chapter aims to give a brief conclusion of the study and also highlight the 
findings of the study. 

Chapter-VI: Recommendation & Suggestions. 

This chapter aims to give a brief conclusion of recommendations and suggestion 
forwarded by various bank customers from different sects. 

Chapter- VII: Future Research & Findings 

This chapter contains the information regarding the future studies or research 
work that can be initiated after 

Chapter-VIII: References/Bibliography 

This chapter contains sources of data and references used while compiling the 
project 

Annexure: Questionnaire 
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Chapter- 1 
Indian Banking Sector 
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Indian Banking Sector: The history of Indian Banking Sector. 

PHASE: I 

The General Bank of India was set up in the year 1786. Next came Bank of Hindustan and 
Bengal Bank. The East India Company established Bank of Bengal (1809), Bank of Bombay 
(1840) and Bank of Madras (1843) as independent units and called it Presidency Banks . 

PHASE: II 

Nationalisation of Imperial Bank of India with extensive banking facilities on a large scale 
especially in rural and semi-urban areas. 

It formed State Bank of India to act as the principal agent of RBI and to handle banking 
transactions of the Union and State Governments all over the country. 
Seven banks forming subsidiary of State Bank of India was nationalized in 1960 on 19th July, 
1969, major process of nationalization was carried out. 14 major commercial banks in the 
country were nationalized. 

The second phase of nationalization of Indian banks took place in the year 1980. Seven more 
banks were nationalized with deposits over 200 crores. Till this year, approximately 80% of the 
banking segments in India were under Government ownership. 

NATIONALISATION OF BANKING SECTOR 

The nationalization of banks in India took place in 1969 by Mrs. Indira Gandhi the then prime 
minister. It nationalized 14 banks then. These banks were mostly owned by businessmen and 
even managed by them. 

Central Bank of India Bank of Maharashtra Dena Bank 

Punjab National Bank Syndicate Bank Canara Bank 

Indian Bank Indian Overseas Bank BankofBaroda 
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Union Bank Allahabad Bank United Bank of India 

UCO Bank 

PHASE: III 

This phase has introduced many more products and facilities in the banking sector in its reforms 
measure. In 1991, under the chairmanship of M Narasimham, a committee was set up by his 
name which worked for the liberalisation of banking practices. 

The country is flooded with foreign banks and their ATM stations. Efforts are being put to give a 
satisfactory service to customers. Phone banking and Net banking is introduced. The entire 
system became more convenient and swift. Time is given more importance than money. 

BANKING SYSTEM IN INDIA: 

In India the banks are being segregated in different groups. Each group has their own benefits 
and limitations in operating in India. Each has their own dedicated target market. 

Few work in rural sector while others in both rural as well as urban. Many even are only 
catering in cities. 

Some are of Indian origin and some are foreign players 
PUBLIC SECTOR BANKS: 

Among the Public Sector Banks in India, United Bank of India is one of the 14 major banks which 
were nationalized on July 19, 1969. Its predecessor, in the Public Sector Banks, the United Bank 
of India Ltd., was formed in 1950 with the amalgamation of four banks viz. Comilla Banking 
Corporation Ltd. (1914), Bengal Central Bank Ltd. (1918), Comilla Union Bank Ltd. (1922) and 
Hooghly Bank Ltd. (1932). 
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This Public Sector Bank India has implemented 14 point action plan for strengthening of credit 
delivery to women and has designated 5 branches as specialized branches for women 
entrepreneurs 

PRIVATER SECTOR BANKS: 

The first Private bank in India to be set up in Private Sector Banks in India was Indusind Bank . It 
is one of the fastest growing Bank Private Sector Banks in India. 

IDBI ranks the tenth largest development bank in the world as Private Banks in India and has 
promoted a world class institution in India. 

The first Private Bank in India to receive an in principle approval from the Reserve Bank of India 
was Housing Development Finance Corporation Limited, to set up a bank in the private sector 
banks in India as part of the RBI's liberalisation of the Indian Banking Industry. 

It was incorporated in August 1994 as HDFC Bank Limited with registered office in Mumbai and 
commenced operations as Scheduled Commercial Bank in January 1995. 

CO-OPERATIVE BANKS IN INDIA 

The Co operative banks in India started functioning almost 100 years ago. 

Though the co operative movement originated in the West, but the importance of such banks 
have assumed in India is rarely paralleled anywhere else in the world. 

The cooperative banks in India play an important role even today in rural financing. The 
businesses of cooperative bank in the urban areas also have increased phenomenally in recent 
years due to the sharp increase in the number of primary co-operative banks. 
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Co operative Banks in India are registered under the Co-operative Societies Act. The 
cooperative bank is also regulated by the RBI. They are governed by the Banking Regulations 
Act 1949 and Banking Laws (Co-operative Societies) Act, 1965. 

This exponential growth of Co operative Banks in India is attributed mainly to their much 
better local reach, personal interaction with customers, and their ability to catch the nerve of 
the local clientele. 



RURAL BANKING: 

Rural banking in India started since the establishment of banking sector in India. Rural Banks in 
those days mainly focused upon the agro sector. 

The Haryana State Cooperative Apex Bank Ltd. commonly called as HARCOBANK plays a vital 
role in rural banking in the economy of Haryana State and has been providing aids and financing 
farmers, rural artisans, agricultural laborers, entrepreneurs, etc. in the state and giving service 
to its depositors. 

National Bank for Agriculture and Rural Development (NABARD) is a development bank in the 
sector of Regional Rural Banks in India. It provides and regulates credit and gives service for the 
promotion and development of rural sectors mainly agriculture, small scale industries, cottage 
and village industries, handicrafts. 

FOREIGN BANKS IN INDIA: 

Foreign Banks in India always brought an explanation about the prompt services to customers. 
After the set up foreign banks in India, the banking sector in India also become competitive and 
accurative. 

New policies are introduced by RBI for them. 
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The policy conveys that foreign banks in India may not acquire Indian ones (except for weak 
banks identified by the RBI, on its terms) and their Indian subsidiaries will not be able to open 
branches freely 

MAIN COMPETITORS FOR BANKING SECTOR: 

• Post offices. 

• Mutual fund 

• Share market 

• Insurance. 

• Money lenders 

• Family and friends 

PRESENT SCENARIO: 

Banking industry has been undergoing a rapid transformation. 
Banks today are market driven and market responsive. 

With the entry of new players and multiple channels, customers (both corporate and retail) 
have become more discerning and less "loyal" to banks. This makes it imperative that banks 
provide best possible products and services to ensure customer satisfaction. 

They have been managing a world of information about customers - their profiles, location, 
needs, requirements, cash positions, etc. 

Furthermore, banks have very strong in-house research and market intelligence units in order 
to face the future challenges of competition, especially customer retention 

They are focusing on region-specific campaigns rather than national media campaigns as 
effective strategy for a diverse country like India. 

Customer-centricity also implies increasing investment in technology. 
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Apart from the Mobile Banking, including of SMS Banking, Net Banking and ATMs are the major 
steps taken by the banks in India towards modernization. 



SERVICES GIVEN BY BANKS 



• Demat account 

• Lockers 

• Cash management 

• Insurance product 

• Mutual fund product 

• Loans 

• ECS(Electronic clearance system) 

• Taxes 



Chapter- II 
CRM in Banking 
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INTRODUCTION: 

In the centre of marketing activities today is the customer satisfaction. For the banks to be 
successful in the intensively competitive environment, they are bound to attach importance to 
customer satisfaction. 



One of the basic elements of modern marketing understanding is customer satisfaction. 
Businesses can survive as long as they can meet the customers' needs and enable customer 
satisfaction. Determining the consumer's wishes and needs and meeting them in one of the 
ways f enabling consumer satisfaction. For this reason, it is pretty important in our intensively 
competitive environment to be in regular contact with the customers and to follow the changes 
in them closely. One of the sectors in which competition is experienced intensively is that of 
banking. 



Banks are the finance institutions that meet the economic needs of the individuals and 
businesses and that perform such economic activities as collecting bank deposits, giving credits, 
providing capital and etc.. In recent years there have appeared important developments in the 
understanding of modern banking. With the transition to automation, customer satisfaction 
and management of customer relationships have taken place among the subjects spoken of in 
the banking sector. 



CUSTOMER RELATIONSHIP MANAGEMENT: 

The study is based on the review and assessment of various services/products which are 
offered by the Jammu and Kashmir Bank. The study aims to unravel the various practices and 
efforts by the bank in maximizing the satisfaction level of its customers by providing them with 
Products/Services of varied nature. This study aims to understand the nature of the services 
and of the various products to observe and understand their impact on the customer base of 
the bank and on their efforts to render quality and competitive services to their customers. 
Also, the objective of this research is to assess and review the effect and impact of such 
products and services of the bank on its customers in order to analyze their satisfaction 
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J&K Bank 



quotient. Further, the study aims to reveal the competitiveness of the products offered by the 
Jammu and Kashmir Bank in view of the Indian banking sector. 

In recent years, in such fields as banking, where there is a strong competition, customer 
satisfaction has gained a good deal of importance. It may be very easy to let another bank 
capture a displeased customer. To raise the customer satisfaction to the highest level and 
retain their customers, the banks are to attach importance to the CRM. 
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CUSTOMER:- 

Customer is the person who is having the willingness to buy the product /service and supported 
by monetary power to pay for it. The customer buys a pro duct /service to fulfil his demand so, 
the customer expects full satisfaction by the product/service for which he is paying. 



CUSTOMER SATISFACTION: 

A customer's satisfaction is the function of the provider's perceived performance and the 
customer's perception. Customers purchase a commodity as dictated by their mental and their 
economic forces. Mental force creates desires and wants but the economic force may come in 
the way satisfying that want. Hence, he has to choose between the wants and select the 
products according to priority consumption. The producer has to consider these two consumer 
forces, before manufacturing a product/service. As consumption initiates production the 
producer should identify the motives which prompt consumers to purchase. This helps him to 
offer a total product that can satisfy consumer needs. 



RELATION BETWEEN MARKETING AND CUSTOMER SATSIFACTION: 

Marketing field is very vast customer satisfaction is the part of marketing. There is a deep 
relation between marketing and consumer satisfaction. In the field of marketing an 
organization tries to sell its product/services and try to survive in the market. To fulfill these 
goals it has to be aware about customer needs and wants. It has to satisfy the customers by 
providing them good quality product and services. It can happen only when the organization 
has proper knowledge about marketing and marketing activities. So, we can tell that marketing 
and customer satisfaction are inter-related. 
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Why CRM in Banking: 

Banks are facing greater challenges than ever before in executing their customer management 
strategies. Intensifying competition, proliferating customer contact channels, escalating attacks 
on customer information, rising customer expectations and capitalizing on new market 
opportunities are at the top of every bank's agenda. 

In looking for ways to drive growth, banks need to evaluate their customer management 
strategy. Do they currently have a effective CRM solution that is capable of delivering. 

> Consistent cost-effective customer service? 

> Customer-aligned products and services? 

> Enhanced customer loyalty and long term value? 

> Consumers largely select their banks based on how convenient is the location of bank to 
their homes or offices. 

> The pressures of competitive and dynamic markets have contributed to the growth of 
CRM in the Financial Services Sector. 

> Analysis suggests that a 5% increase in customer retention can increase profitability by 
35% in banking business, 50% in insurance and brokerage, and 125% in the consumer 
credit card market. 

> Private Banks have traditionally viewed themselves as exceedingly 'Customer Centric' 
offering what they believe to be highly personalized services to the High Net Worth 
Customers. 

> The first step towards successfully winning, in banking is to understand what customers 
wants and needs are. 
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Need for CRM in Banking: Current Trends & Dynamics 



Today more than ever before, the ability to maximize customer loyalty through close and 
durable relationships is critical to bank's ability to grow their business. As banks strive to create 
and manage customer relationships, several emerging trends affect the approach and tools 
banks employ to achieve sustainable growth. These trends reflect a fundamental change in the 
way banks interact with the customer they have- and those they want to acquire. 

Unless banks offer the correct portfolio of products and services- at least as broad and high- 
quality as those of their competitors- then the bank's customers will go elsewhere. When they 
do this, they take their lifelong profit potential- the profit the bank would have generated from 
these customers over their lifetime, had the relationship continued. 

> Trend: Focussing on Organic growth 

How can a bank drive growth? 

Traditionally, banks have grown through an aggressive strategy of acquiring direct competitors 
and taking over their branch networks. Today the strategy is no longer sufficient, since it 
doesn't create organic growth for the financial institution. 

To build stronger customer loyalty, banks need improved customer knowledge to develop 
product and deliver services targeted at specific market segments; resulting in more directed 
service tactics. 

> Trend: Seeking out & better serving emerging customer segments 

One of the ways banks can achieve is by focusing on new markets. Emerging demographic 
segments represent untapped revenue streams that can fuel a banks growth. As the 
demographic groups continues to pass through different stages of cultural assimilation, 
financial service companies need to address how to maximize their share of this emerging 
market segment. The need every bank has is how to respond quickly and at low cost. And this 
need is increasing all the time. 
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> Trend: Creating deep business insight into customer preferences 

Customer loyalty that drives organic growth can only be built through consistent customer 
experience. This means under-standing each individual customer's needs and preferences. One 
of the largest challenges banks face is how to better understand their customers and provide 
personalized customer service 

A "one size fits all" customer strategy no longer works. Banks need to serve the rapidly 
diverging needs of all markets of all segments of the demographic of trading area. Bank must 
move out of their "comfort zone" and develop services and products that address the specific 
needs of different market segments otherwise they will lose out to competitors implementing 
personalized communications that targets the right customer, at the right time, with the right 
product or service. 

To optimize customer relationships and loyalty, banks need to integrate processes and 
technologies that enable them to build and then act upon- a detailed view of what each 
customer anticipates. This will require highly skilled customer professionals, with the right 
combination of linguistic, culturally aligned and financial skills, as well as the ability to deploy 
customer service strategies quickly, efficiently and cost-effectively. 

> Trend: Responding to intensifying competition through revitalized offerings 

Today banks face a relentless stream of new competitors, eager to take a share of the market's 
revenues. Three major competitors offering differentiated products, services or distribution 
models have emerged over the past decade. 

1. Brokerage and insurance firms, expanding their offering portfolios into banking products 
beyond their traditional product sets. 

2. Non-traditional players such as Paypal, Western Union (expanding through technology- 
led channels or services) or telecommunications companies (expanding by bundling of 
payments) are growing by becoming payment aggregators. 
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3. Non-banking companies looking to (if not already) enter the market by offering banking 
products and services. The entry of non traditional players will not only affect bank 
growth rates as they compete for consumers, but will also place downward pressure on 
operating margins and profitability created through their non-banking business models. 

Renewing and reinvigorating product offerings and customer service strategies are essential 
ways to stay competitive in a changing marketplace. Proactive banks will respond to market 
opportunities and competitive threats by launching new products, entering new markets and 
acquiring new customer segments. A proactive CRM solution is the foundation that can help 
support this without disrupting current services that would put existing clients at risk. 

> Trend: Improving distribution and channel management 

How are retail banks responding to intensified market competition? To take themselves to the 
next level of improved sales and service, banks are focusing on developing, implementing and 
integrating their channels more rapidly and efficiently. Their goal is to meet three objectives. 

1. Improved and more consistent service based on a full customer view 

2. Increased revenue through adoption of new products. 

3. Improved profitability through lower product development and service costs. 

Forward looking banks will simultaneously improve customer service quality and profitability by 
deploying an integrated CRM strategy. Deepening relationships with their customer means that 
banks must offer their products and services through appropriate delivery channels that appeal 
to their customers. 

Deploying multiple channels and integrating them at the enterprise level give banks a 
consistent and full view of the customer. To be successful, this must include all service 
channels- both physical and virtual- including call center, web, branch, kiosk, ATM, phone & 
mobile devices. 

To achieve this, banks need to develop technology, operational processes and customer 
strategies to make their channels more effective in reaching and serving their customers. By 



I AM LISTENING: J&K BANK ^^^JgnK Bank 

tailoring products or services to specific customers or market segments, banks will be able to 
increase their product adoption rate, revenues and returns on investment for new product 
development. 

CRM is an approach that makes it necessary to for long-term relationships with customers for 
the purpose of increasing the profitability and productivity of the enterprise and to make use of 
technology for this purpose. The enterprise should pay attention to the following issues so as to 
improve their relationship with customers 

> Picking out the real customers in a bank in the long run and helping to make the 
relationships effective. 

> Making the way of bank management customer-based. 

> Bringing, with technology, in the foreground the human relationships based on 
gathering and using information by institutionalizing the personal sales concepts. 

> Reshaping the selling and marketing campaigns of the bank. 

> A successful CRM system, providing a permanent advantage of competition. 

> Increasing the total productivity of the bank. 

> Recognizing the customers. 

> Distinguishing the customers. 

> Listening to the customers. 

> Making all sorts of contacts with the customers. 

> Enterprise identifying itself with the customers. 

> Adapting to the customers. 
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In recent years, in such fields as banking, where there is a strong competition, customer 
satisfaction has gained a good deal of importance. It may be very easy to let another bank 
capture a displeased customer. To raise the customer satisfaction to the highest level and 
retain their customers, the banks are to attach importance to the CRM. 

Creating maximum benefit from CRM depends on its right management. A consistent CRM may 
also bring about the following benefits: 

> Increase in the cross-sales. 

> Reduction in customer disagreement. 

> High level of customer satisfaction and loyalty. 

> Reduction in procedure costs. 

> Ability to form close contacts and relationships with the customer in terms of 
technologic, informatics and social terms. 

> Forming a learning relationship with each customer provides the enterprise the 
opportunity to find new products/services for their customers, thus the enterprise may 
have the ability to perceive and meet the needs of its customers before its rivals. 

> Loyal customers may be a reference for the potential customers 

> The cost of gaining a new customer is higher than that of retaining the existing 
customer. Accordingly, CRM may contribute to the reduction of such costs? 

> New customers or loyal customers. 

> Over time, retail bank customers tend to increase their holding of the other products 
from across the range of financial products / services available. 

> Long-term customers are more likely to become a referral source. 

> The longer a relationship continues, the better a bank can understand the customer. 
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> Customers in long-term relationships are more comfortable with the service, the 
organization, methods and procedures. 

> Improvement of customer loyalty increases the rate of staff's loyalty. 
Customer Experience: 

To be a credible player in the market, a private bank must be able to deliver this customer experience. 
They are widely categorized into three sections: 

> The Basic Customer Experience. 

> The Segment-Specific Experience. 

> The Organization-Specific Experience. 
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Chapter- III 
Research Methodology & Design 
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RESEARCH METHODOLOGY & DESIGN 

(a) STATEMENT OF THE PROBLEM: 
Title of the Study: 

• "A study on the customer satisfaction towards products and services of Jammu and 
Kashmir Bank" 

The banking industry being as competitive and turbulent as it is now with the entrance of 
foreign banks and other private banks. The political system being so unstable with constant 
change in rules and norms and the Reserve Bank of India being monitoring the functioning of 
banks quite vigilantly than before, Jammu and Kashmir bank has been a pioneer in offering the 
latest of the services and products to its customers particularly in the banking sector of the 
state of Jammu and Kashmir and in general to its considerable customer base outside the state. 
The bank has been providing a wide array of products and services ranging from customer 
friendly Loan services to insurance facilities and mutual fund services to Savings and fixed 
deposit account facilities to its wide customer base in and outside the state of Jammu and 
Kashmir. 

(b) OBJECTIVE OF THE STUDY: 

In the centre of marketing activities today is the customer satisfaction. For the banks to be 
successful in the intensively competitive environment, they are bound to attach importance to 
customer satisfaction. The purpose of the study is to reveal the relationship between the banks' 
customer relationship management and the customer loyalty. 



1. To study the existing relationship between the J&K bank and its customers. 

2. To study the various types of products and services offered by Jammu and Kashmir bank 
to its customers. 

3. To understand how J&K bank is keeping its customers up-to-date in terms of the latest 
of the services available in the banking sector. 



I AM LISTENING: J&K BANK ^^^JgnK Bank 

4. To understand the extent to which Jammu & Kashmir Bank has been successful in 
impacting the loyalty and satisfaction level of its customers through its innumerable 
kind of services. 

5. To offer suggestions and recommendations to improve the services of the bank towards 
its customers. 

(c) SCOPE OF THE STUDY: 

• The scope of this study is limited only to the study of various products and services as 
offered by the Jammu & Kashmir Bank to its customer base particularly in Kashmir and 
generally all over India with a special focus on the state of Jammu and Kashmir. 

(d) NEED FOR THE STUDY: 

• It is a part of a curriculum. 

• Need to know about customer's reaction towards J&K Bank. 

• The need for the study is to identify the bank's impact on profitability due to the kind of 
services and products it offers to its customers keeping in view the challenges and the 
competition faced by the bank in the current banking scenario. 

• The need is to identify the areas of improvement for the Bank in terms of its services 
which can be brought on par with latest of the market standards and to identify its 
impact on the customer perception and satisfaction. 

(a) RESEARCH DESIGN OF THE STUDY: 

The conception of the research design plan is a critical step in the research process. The design 
of the study constitutes the blue print for the collection, measurement and analysis of the data. 
In other words, the research design is a conceptual structure with in which research is 
conducted. 
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(b) SOURCES OF THE DATA: 

The study includes both primary and secondary data: 
PRIMARY SOURCE: 

"Primary data is first hand information which is collected afresh and thus happens to be 
original in character" 

The primary data was collected by the way of well framed Questionnaire. Questionnaire was 
administered to gather the information relating to the products and services of the Jammu and 
Kashmir bank from the customers of the bank from different areas of Kashmir. 

SECONDARY SOURCE: 

"Secondary data are those which have already been passed through the statistical process". 
The data which was pre-essential for this study relating to products and services of the bank 
was based on secondary source of data. This data was collected from materials provided by 
bank, annual reports, management reports, magazines, journals and some essential books on 
banking were referred. Some information was also obtained from J&K Bank website. 

(c) SAMPLING PLAN: 

Population Size: 

• The population size was the customer base of Jammu & Kashmir Bank in four main 
districts of Jammu & Kashmir (Srinagar, Islamabad, Pulwama & Budgam) 

Sample Size: 

• 100 respondents (or in other words, 100 customers of the Jammu and Kashmir bank) 
Sample Method: 

Random Sampling is used for all of the respondents from the customer base of the Jammu & 
Kashmir Bank. 
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(d) LIMITATIONS OF THE STUDY: 

• Study was conducted randomly and not at a particular branch or area. 

• There was poor response from respondents as they were not comfortable with few 
questions in the questionnaire. 

• There is always a possibility of a service or a product being viewed differently as by the 
customer himself and by bank. And this may in turn amplify the benefits associated with 
that service or nullify everything. 

• The data taken for interpretation is for a limited period. 

(e) PLAN OF ANALYSIS: 

The data collected is raw and it is complied, classified, tabulated and then analyzed using 
financial techniques and statistical tools. Graphs and charts are used to highlight the statistics. 
Based on these data and analysis, inferences were drawn. 
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Analysis and Interpretation of Data 
Classification and Tabulation of Data: 

A. Classification of Data: 

Classification is the process of arranging. It is done prior to tabulation. 

B. Tabulation of Data: 

After the transcription of data is over, data is summarized and arranged in compact form for 
the analysis. This process is known as tabulation. It involves counting of number of cases into 
each of several categories. It can be done through manually, mechanical or electronic devices. 
The choice depends upon the size and type of the study, cost considerations and time 
availability. 

ANALYSIS AND INTERPRETATION OF DATA: 

In this section analysis and interpretation of data collected from the customers and managers 
of Jammu and Kashmir Bank Limited is made. The data was collected was through 
Questionnaire. The graphical representation of all data is provided below 
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Graph 01: Graph showing duration of customer's relationship with the Bank. 
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Inference : 

The survey shows that a majority of 63% of the respondents have an association with the bank 
for 10 or more years. While 19% of the respondents specified that they had a relationship with 
the bank for 5 to 10 years, 11% of the customers said that they had a relationship of 1 to 5 
years with the bank. At the same time, 07% of the customers were with the bank from 1 year 
and below. 



I AM LISTENING: J&K BANK ^^^JcTlK Bank 

Graph 02: Graph showing level of satisfaction of J&K bank's customers with the services and 
products of Jammu and Kashmir bank. 
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Inference: 

The survey shows that vast majority (43%) of respondents (in turn customers) reckon that bank 
provides satisfactory level services while a figure of 29 % believe that the level of service is 
good. Another 17 % of customers vote for the excellent services are provided by the bank, 11% 
of the customers believe that services are just average. 
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Graph 03: Graph showing the loyalty of J&K Bank's customers with their Bank. 
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Inference: 



I cannot think of availing services from other banks. 
I'm keen to use services from other banks. 

I don't see anything special with this bank so I'm thinking of a change. 
I feel forced to stay as I've got no other option. 



The project report shows that a high majority (72%) of respondents (in turn customers) were 
found to be very loyal customers, 8 % of them specified that they are keen to use services from 
other banks while as 11% specified that they find nothing special with the bank and are thinking 
of change. Rest of 9 % believes that they have no other option and are forced to stay with the 
bank. 
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Graph 04: Graph showing the time frame (in minutes) taken to access or carry forward 
process at the bank. 
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Inference: 

The analysis of the project report shows that 42% of the respondents report that it takes 20-30 
minutes to carry a process while as another 28% reckons 10-20 minutes is the time taken. 
Another 21% believe that usually it takes 5-10 minutes as compared to another 7% who vote 
for more than 30 minutes. 
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Graph 05: Graph showing the level of bank personnel's enthusiasm towards helping/sorting 
the problem of customer. 
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Inference: 

The survey shows that a figure of (62%) of the respondents believe that bank personnel's show 
significant enthusiasm towards helping out the customer while as a number of 20% contradict 
it. Another 10% vote for average enthusiasm level against 8% who rate premium level 
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Graph 06: Graph showing the opinion of the customers about the experience and 
efficiency/training level of banks personnel's. 
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Inference: 



The analysis of the data collected shows that a considerable portion (43%) of J&K Bank's 
customer base believes that the J&K bank's personnel's are not well experienced or trained 
while as 34% vote it to satisfactory level. 15% of customers rank them good as compared to 
another 6% who rank them to be excellent. 
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Graph 07: Graph showing the opinion of customers about the J&K Bank's card services 
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(I) It lack CVV code and can't be used for online transactions. 

(II) It lack back end support 

(III) It offers nothing different than what other Banks offer. 

(IV) It is not on par as compared to other banks. 

Inference: 

The analysis of the data collected shows that a considerable portion (22%) of J&K Bank's 
customer base believes that the J&K bank's card service is not on par as compared to other 
banks as it lacks back end support as well as CVV code and hence can't be used for online 
transactions while a portion of 44% believe it offers nothing different from what other banks 
provide. 
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Summary of Findings and Conclusion: 



After having an overall look at the project details, one can find that the J&K Bank is no far 
behind in providing the latest of the services to its wide customer's. It is worth highlighting that 
the Bank has taken great strides in providing the various facilities to its customers 

> The data analysis shows that nearly 70% of the respondents, having a relationship of 3 
or more years with the bank, are highly satisfied (75%) and the loyalty quotient is also 
high (67%) due to the latest of the services being provided to them by their bank (J&K 
bank). 

> The project report shows that around 82% of the respondents believe that J&K bank 
provides them with all the basic services while 49% of them believe that the bank meets 
their needs more than they've desired of. 

> It is noteworthy to point out that the 64% of the respondents rated the J&K bank's 
innumerable services as being one aspect they liked about the bank while 24% and & 7% 
rated customer friendliness and easy access as one good aspect of the bank. 

> The bank lacks 24x7 back end support. 

> The bank's debit card lacks CVV code 

> A large chunk of customers believe that this bank is not better than other banks 

> Advertisement regarding new campaigns and products/services is not dispensed 

> Relationship with customers is not given priority and customers are not valued. 

> Bank is unable to provide satisfactory level of customer service at any given point of 
time 

> J&K bank has lost its pace against the respective banking sector. 
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Recommendations & Suggestions: 



Recommendations 



Though the J&K Bank has been up-to-date in terms of the services it provides its customers 
with, there are still a few areas where it can improve. The below points are aimed at providing a 
few valuable suggestions regarding the services of the Jammu and Kashmir bank. These 
recommendations are: 

> The bank needs to develop its human resource and they should be well trained and 
developed as per the scope of bank's policy 

> The 24x7 back end support should be provided. 

> The debit card should be CVV code enabled. 

> The grievances of the customers should be given due consideration and should be 
sorted out with priority. 

> Rural banking should be developed and new business units should be imbibed to widen 
the reach. 

> Interest rates should be decreased and it should be made viable to all communities. 

> J&K bank should also improve its card services as most of its customers believe that the 
card services are either on par or are dismal. 

> Further, it has emerged upon the interaction with most of the respondents that J&K 
bank has to increase its presence outside the Jammu & Kashmir State as it currently has 
lower penetration outside. 

> On an overall basis, J&K bank is doing really well in achieving the maximum customer 
satisfaction however; it still has a long way to go when it comes to making its presence 
felt in the Indian banking sector at an all India basis with respect to its competitors. 
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Suggestions: 



The suggestion that have emerged upon the interaction with most of the respondent and also from 
some prominent people like Director, National Institute of Technology, Hazratbal, a dozen of professors 
from various departments of University of Kashmir, Doctors, Teachers, businessmen and people 
associated with handicrafts, daily wagers and shopkeepers. 

Director NIT Nasir Ahmad Shah quotes, "Improvements are required in respect of man power, 
politeness towards customer. Workshops shops should be organized from time to time where I all 
employees should be given moral training as in certain branches employees rudely behave with the 
customers" 

KAS Officer Bilal Ahmad Ganie says," Customers should be fairly treated irrespective of the 
money/transaction they carry out. Also the bank should provide customized schemes to empower every 
community of the state" 

Prof. Khurshaid Ahmad Thakur (university of Kashmir) quotes," Bank must carry on with it process of 
modernization and make available the services that will catch them towards the bank. The customer 
grievance redressal cell has to be made functional at all the quarters. Also the bank should find the 
possibility of starting ISLAMIC BANKING particularly in the J&K State" 

Dr. Syed Ehtisham Hussain (veterinary, surgeon) says," Every bank employee should be well trained to 
know the value of the customer and learn some etiquette. The corruption which has entangled the bank 
employees should be addressed and such obstacles should be removed" 

Syed Abdul Lateef (Falcon Trading Company) quotes," Parking facility should be available at all branches 
and also charges should not be levied on transfer of cheque and cash deposits at other branches of 
bank. Also comfortable waiting halls along with water dispensers should be incorporated 

Prof. Syed Gh. Jeelani Andrabi (Gandhi Memorial College) says, "No adequate parking facility at any 
branch. The behavior of Branch Head's not satisfactory towards customer and no satisfactory answer to 
a query raised by customer is provided. Procedures vary from branch to branch in opening/closing an 
account. The counters where public dealing is maximum, the employee's present are inefficient. 

Dr. Faheem ul Hassan (Surgeon, SKIMS) quotes,"JK Bank enjoys the monopolistic nature in J&K but 
severe competition from other banks will give a tough time. The bank is still restricted to the traditional 
banking system and integration of new technology is not imbibed with the peace of time. The CRM of 
the bank is poor and also the personnel's are not efficiently trained and also are unaware of their 
prescribed jobs. Customer grievances are not addressed and back end support lacks. 
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ANNEXURE 



QUESTIONNAIRE 



The Jammu & Kashmir Bank Limited 



CUSTOMER RELATIONSHIP MANAGEMENT 



A research/survey related to the customer satisfaction towards the products & services of the 
J&K Bank is being carried out as a part of my internship of my MBA (CMP) degree. If you are an 
account holder of the J&K Bank, Your kind co-operation in answering this questionnaire will add 
value to my project entitled "I'M LISTENING". Participation in this survey is voluntary & 
confidentiality is assured. THANK YOU! 

Name of Respondent: Age: 

Occupation: A/c Type: 

Contact number: Email Id: 

Please answer the below questions by selecting the option that you deem conveys your opinion 
in the best possible manner: 

01: How long have you been with the bank? 

(a)Below 1 year (b) 1-5 years (c) 5-10 years (d) 10 years & above 
02: Describe your overall experience with J&K bank? 

(a)Excellent (b) Good (c) Respectable (d) Average 

03: Does JK Bank caters to all your needs (financial & Banking)? 

(a)Agree (b) Disagree (c) Somewhat (d) Can't Say 

04: How loyal are you towards J&K Bank? 

a) I cannot think of availing services from other banks. 

b) I'm keen to use services from other banks. 

c) I don't see anything special with this bank so I'm thinking of a change. 

d) I feel forced to stay as I've got no other option. 

05: How long you have to wait while accessing or carrying your process at the bank? 



06: How would you rate bank personnel's enthusiasm to help you sort out your problem? 



(a) 5-10 min 



(b) 10-20 min (c) 20-30 min (d) Above 30 min 



(a) Premium 



(b) Good 



(c) Respectable (d) Average 



I AM LISTENING: J&K BANK ^^J&K Bank 



07: How would you rate the time in terms of length that it took to get your query sorted? 

(a) Within hours (b) 1-2 days (c) 3-4 days (d) 5 Days & Above 
08: Rate, are the personnel's well trained and experienced? 

(a) Excellent (b) Good (c) Satisfactory (d) Average 

09: Does your bank contact you or inform you about new campaigns and products/services? 

(a) Yes (b) No (c) Can't Say 

10: Relationships with customers are given great value in J&K Bank? 

(a) Agree (b) Disagree (c) Can't Say 

11: Do you think this bank is better than other banks? 

(a) Yes (b) No (c) Can't Say 

12: Does your bank provide 24x7 support (telephonic)? 

(a) Yes (b) No 

13: What is your opinion about J&K bank's Card services? 

a) It lack CVV code and can't be used for online transactions. 

b) It lack back end support 

c) It offers nothing different than what other Banks offer. 

d) It is not on par as compared to other banks. 

14: Do you think bank is able to give excellent customer service at any point of contact? 

(a) Agree (b) Disagree (c) Can't Say 

15: Any suggestions/ feedback 



